What Is Good Governance?
Governance encompasses the relationships between three actors -state, market, and civil society -and how these actors organise themselves and make decisions according to a set of informal and formal rules. Democracy is a mode of governance and there exists a symbiotic relationship between the concepts democracy and good governance. Good governance can therefore be seen as an umbrella term for a functioning democratic system where freedom of expression and a sound juridical system is in place.
The concept of good governance is not readily defined. UNDP, in a comprehensive policy document from 1997, states that good governance is characterised by participation, the rule of law, effectiveness and efficiency, transparency (built on the free flow of information), responsiveness, consensus orientation, equity, accountability, and strategic vision. Similarly, the Asian Development Bank defines the four elements of good governance as accountability, participation, predictability and transparency (Coffey 2007) . According to DFID, good governance centre upon three main concepts (DFID 2006): State capability: the ability to get things done, to formulate and implement • policies effectively. Accountability: a set of institutionalised relationships between different actors • that might help bring about responsiveness. Responsiveness: when a government or some other public authority act on iden-• tified needs and wants of the citizens.
Why is good governance important? Simply put, poor governance will not lead to a society's development. Inefficient use of state resources, corruption and unstable systems will not lead to poverty reduction. Poor governance threatens not only the countries socio-political sustainability but also the environmental and economic sustainability. However, good governance is not the sole determinant of sustainable development but it sure makes a difference. Easterly states that " [b] adly governed countries are poor countries" and that "good governance tend to come together in packages, so it is hard to tell which one is causing economic development" (2006: 130-131) .
It is proven that access to information and communication in its own right plays an important role in promoting good governance (Coffey 2007) . Further, information delivery to public is a key task of government and it is their responsibility to keep citizens informed of what is happening around them. In a policy note, DCERN (Development Communications Evidence Research Network) concludes that if "we accept the view that governance requires an inclusive public space based on informed dialogue and debate -an environment in which voice and accountability are central -then it is clear, in theory at least, that communication must have a positive impact on good governance" (DCERN 2007: 5) . Can mobile phones facilitate this inclusive public space, or at least access to it, where dialogue and debate are key?
Rationale: Why Mobile Phones?
There is no need to re-emphasize just how appropriate information and communication technology (ICT) systems are for the capture, processing, storage, organisation and presentation of data and information. ICT used as a tool to improve governance, i.e. e-governance, facilitates openness and transparency and creates a freer flow of information between departments, institutions and layers within government. ICT, as seen in many developed countries, also facilitates a freer flow of information between government and citizens and opens up for opportunities for citizens to participate more directly in influencing decisions that affect them.
In developing regions, where computer use and Internet access is low but mobile penetration is high, gives the potential to use mobile phones as a new interface between government and citizens and to make public services more accessible to citizens. Can slow government processes be combined with mobile phones that are everchanging, quick and direct in their usage? Are mobile phones and services just another hype that often accompanies the latest technical breakthroughs? We have seen cases where mobile phones help to create an informative, connected, innovative, participative and converging society all over the world. Often quoted examples include the successful SMS chain letter campaign in the Philippines when Joseph Estrada was forced to resign from the post as the Philippines president (Salazar 2006) and in Iran, following the 2009 Iranian Election where Twitter and mobile updates was used as a rallying tool and as a method of communication with the outside world after the Iranian government blocked several other modes of communication.
What is the rationale for governments and institutions to use mobile phones for good governance in East Africa?
1. Access and reach. Penetration rate is ever increasing and even more have access through shared usage and ownership. Due to its mobility and network infrastructure, mobiles reach areas where there are infrastructure constraints and no other means to offer public services. Related to access is that mobile phones add the dimension 'anywhere and any time': due to their mobility and that mobile phones are switched on most of the time, meaning that public services offered via mobile phones are accessible everywhere and at all times. In cases of natural disaster as well as manmade crises like riots, election violence and land slides etc., mobile phones have often remained the only viable way to reach people (Hellström 2010 ). 2. Adoption. As mobile phones become an integral part of people's lives, mobile solutions will be a normal way to interact with government institutions which will lead to an increased public demand for easy accessible and personalised services. 3. Interaction. Mobile phones make it possible for real-time, two-way dialogue as opposed to TV, radio, brochures, posters, etc. 4. Affordability. The relatively low cost of mobile phone ownership has lowered the entry barriers for poor people. Affordability is still a concern though -somebody needs to pay for the infrastructure, communication and services. Much as penetration rates are increasing, universal access is not yet achieved in East Africa. Operators do their best to close the market efficiency gap, i.e. move into new areas that are considered commercially viable. And organisations and companies come up with innovative ideas to cut the total cost of ownership for the end user like village phones etc. However, the two dimensions poverty and geographic isolation do and will create an access gap. The issue of access is a strong argument why mobile phones can not be seen as the only solution for improving communication in governance. Traditional channels (physical visits and meetings, billboards, radio, information brochures, various e-government initiatives etc.) that build on an effective back office still need to be functioning -mobile solutions just add an extra dimension.
However, looking at the main concepts of good governance described above, it builds on the concept of action: to create relationships, to listen, inform, act and deliver government services in a sustainable and transparent way. If implemented correctly, mobile applications can support these actions by creating a higher efficiency in information sharing and communications and to create access to the inclusive public space that is a prerequisite for good governance.
Mobile Applications for Good Governance
This section is divided into "what?" and "how?" "What" characterises the activities and applications that have been implemented that seem to work (in terms of supporting good governance trough mobile phone usage). "How" deals with practical considerations, experiences and how these projects could be scaled-up. Chabossou et al. (2009) 
What? Cases in East Africa
There is a very wide range of potential governance related services which can be delivered and communicated via mobile phones, including services relating to health care, agriculture, education, employment, transportation law and order, tax, judicial and legal systems, etc. In most cases, the mobile phone is used as a platform for information dissemination. Government news, information, updates, alarms and notifications related to emergency and disaster management, elections, traffic and weather etc. A few application work on the concept of citizens-to-government communication: applications that tries to open up an interactive channel between the citizens and the government. Mobile payments, now available in all East African countries, open up for even greater opportunities and possibilities for transactions: bill, loan, fine payments, and a variety of public services like transport and school fees. However, integrating systems and back-end is complex. For example, how to go ahead in a country like Uganda where there is no functioning ID-system in place? Table 12 .2 summarizes, structures and map some of the existing initiatives in East Africa related to good governance (for a more extensive list, see Hellström 2010).
Anecdotal Usage
Mobile applications related to elections have been fairly well explored in East Africa and have been used in various ways to make elections more meaningful exercises. Electoral Commission with help from the company SMS Media sent out 500,000 SMS to remind potential voters for an upcoming referendum). SMS technology has also been used for post-election monitoring like in Kenya 2007 Kenya /2008 . Also in Kenya, media houses provided election results via SMS at a premium rate and breaking news (Limo 2007) . Mobile applications used for election observation and monitoring have so far not been tried out in East Africa but plans are under way to involve both accredited and trained observers as well as citizen reporting of elections in the 2011 elections in Uganda.
In Kenya, post election 2007, threats and misinformation was floating around using SMS. The government authorities intervened with the help of mobile operators and sent out a mass SMS stating:
The Ministry of Internal Security urges you to please desist from sending or forwarding any SMS that may cause public unrest. This could lead to your prosecution (AllAfrica 2008). Another example using bulk SMS to communicate en masse was during the riots in Kampala in September 2009. Subscribers, mostly on the Zain network, received The riots continued the whole of Saturday and it was not safe in the capitol Kampala until Sunday. This example highlight the complexity of using bulk SMS to communicate: not all Ugandans received the text and those who did receive it did not trust the source, i.e. the sender of the messages "UGANDA".
Even though these are anecdotal examples they are interesting and shows that the state and the operators do work together in the event of crises. According to Uganda Communications Commission (UCC), operators are obliged in the interest of public safety to operate their networks in such a manner as to alleviate a state of emergency as well as provide access to emergency services free of charge. However there is still need to define clear operational procedures in case of an emergency looking at the Uganda laws of the country.
A question that must be asked is if only because it is technically possible, do you have to do it? For example, are Governments really interested in hearing from each and every citizen? The president in Uganda tried it out some few weeks prior the 2007 Commonwealth Heads of Government Meeting (CHOGM), which Uganda hosted. As an engaged citizen, you could mail/post or SMS question's and concerns "directly" to the President. He simply re-invented the black hole (i.e. no replies) and the service was disabled when CHOGM was over. To create this window of citizen involvement using SMS as a mean of providing feedback to many government leaders is tempting but failure rate high! There has been a number of political actions taking place in East Africa using the mobile phone as a complementary tool. Nairobi People's Settlement Network used mobiles to get organised against evictions in Kibera, Nairobi. BBC reports: " [t] hey used what we would call flashmobbing to call people from across the many different and rival settlements together where big evictions were planned, and threatened to sit down in front of the bulldozers" (Mason 2007 ). Yet another example of political mobilisation was the Save Mabira Forest campaign in Uganda, where the Anti-Corruption Coalition Uganda (ACCU) played an instrumental role together with other civil society organisations in mobilising the citizenry to oppose government plans to give away one third (roughly 70 km 2 ) of the Mabira Forest to the Sugar Corporation of Uganda Limited (SCOUL), owned by the Mehta Group (which to 51% is owned by the Government), for sugarcane plantations. The most successful part of the campaign was to urge people, through SMS, to boycott sugar produced by the company (ACCU 2008). The blogger Abubaker Basajjabaka writes: "Over the weekend, packets of Lugazi Sugar have been piling up in supermarkets besides some business owners withdrawing them from their stalls" (Basajjabaka 2007 ). The government consequently suspended the idea of giving away the forest.
How?
How to design a successful mobile governance project? Donner et al. (2008) The applications and services listed in Table 12 .2 more or less fall into this success template. Most of them are evolutionary and are being part of an already ongoing initiative. Existing practices are used as the starting point and no additional skills are needed (only a few exceptions). Further, the applications/services listed are mainly used for information gathering and sharing and for coordinating actions (i.e. more targeting a mass-public and breadth). Mobile applications for policy and other political deliberations (in depth) are complex and not that common. Many of the projects have a strong local technological partner, which makes it easier to manage, integrate and sustain the application. Successful m-governance applications rely on a functioning, effective backend for content and support. Partnering with a local technological firm makes the adoption of technologies much easier, the responsible body running the service hardly needs to know more than the end-user.
The identified m-governance applications all have a decentralised approach where the retrieval of information is decentralised rather than a centralised. This must be considered good since an information society cannot be centrally planned. However, an information society can be centrally facilitated and coordinated, which is generally not the case in the East African countries (Rwanda being an exception). A decentralised, uncoordinated approach makes it extremely hard to identify projects and initiate collaborations and partnerships. For the end user, i.e. the citizen, this is extremely problematic -there is no central m-governance hub or portal. How can a citizen know that a particular service exists? There is no search function and no short code that gives meta information about available services run by other ministries, organisations and companies. And running campaigns promoting every new service is way too costly.
Related is another challenge in that East African economies generally have only to a limited extent been controlled by governments. The majority of the East Africans citizens survives through the informal sector. A citizen can spend a whole life without being involved in any formal sector transactions. There is a clear need for government-citizen interaction but do citizens want to deal with the government? How can trust be built and awareness of citizen rights and state obligations best be communicated? How to protect your identity when airing opinions and sending inquiries to the government?
Other identified challenges regarding adapting and implementing m-governance applications include but are not limited to (Hellström 2009 (Hellström , 2010 Most of the applications in Table 12 .2 are very harmless, non-political and for personal information needs. Could it be that mobile phones challenge the traditional means of service delivery and existing power structures? If so, how to go around it and implement applications that really empowers the citizen, even if it is at someone else's expense? People with power will not let it go that easy.
This leads to the question of ICT double potential for control and freedom. ICT may empower not only citizens but also the state -for good and for bad. As East African regimes learn how to manage and engineer information flows, promotion of and protection of free speech becomes really important. In Uganda for example, there has been a long discussion regarding the Interception of Communications Bill which seeks to authorise security agencies to intercept phone, email and postal communications with the motive to fight terrorism and make the country safer. It is a controversial suggestion from the Government and the opposition from Members of Parliament are worried about the real intentions of a Big Brother executive. Operators are concerned about the costs involved of purchase and implement the wire-taps and the costs related to registering each subscriber. Journalists are concerned about the threat to sources. Civil liberty groups that defend the individual right to privacy are just concerned in general. Even Uganda's regulator, the Uganda Communications Commission (UCC), means that if passed in its current form it will violate the Constitution and the UCC Act. Maybe we must be more realistic about the true extent of ICT transformational potential.
Scaling-up
There are many governance related pilots and implementations in East Africa but still few successes at scale. Scale is important for impact reasons and for sustainability issues -scale reduces the unit cost and makes the intervention more cost effective and efficient. Having scale in mind is of extra importance when designing m-governance applications meant for national, inclusive, public services to make sense -there is a need to get away from pilots and projects and rather promote a service delivery approach. How to go from successful pilots to national scale? Some ideas have already been mentioned: a central body that facilitate and coordinate m-governance activities and make them visible. Marketing and awareness campaigns are highly needed and lacking at the moment. Citizens are often not aware of existing applications and there is no information regarding where to find the existing services.
Also, an innovative billing plan and a sound business model is needed for m-governance to become sustainable. Cost factors and affordability issues constitutes major challenges in East Africa. For example, most of the subscribers in East Africa are on a prepaid scheme where they top-up (load airtime) when they need to make a phone call, beep or SMS. Most of the time there is no credit on the phone which means that if the system is designed in a way where the citizen are supposed to pay for the service, the completion rate will be low. The billing platform only works if there is money on the subscribers' phone but no money, no service.
Sustainability needs to be designed into the end product from start and the simpler the merrier -low complexity of business model and the technical solution has proven to be a success factor (Hellström 2010) . There are many costs during implementation phase too, see Tactical Technology Collective's checklist of possible costs when implementing a project involving mobile phones (www.mobiles.tacticaltech.org/).
So, despite of all the rapid developments in mobile applications, there is a lack of scale. Analysing mobile applications for social and economic development, a number of success factors have been identified (Hellström 2010 When designing m-governance applications an important aspect of the architectural framework is to really understand and capture the existing knowledge about processes and work-flows. What is working, what is not working, how could things be done better? Next step is to map the solutions into an abstraction that then can be translated into applications. Too often a mobile "solution" is designed for a problem that never existed in the first place (and too many solutions looking for problems). Applications should be developed having the end users point of view, not the application as such.
Government ministries and agencies related to the planned m-governance application should be highly involved in the planning and implementation phases. This will ultimately lead to a change in attitude towards provision of services and transform their models of providing public information to citizens.
Conclusions
There is a lot of hype surrounding m-governance and its potential to transform the society and make it more dynamic, participatory and democratic. The mobile applications identified in East Africa will at this stage not open up for a deepened democracy and create inclusive public spaces. Government institutions are not really sharing information or giving insight into state affairs, at least not trough mobile applications. Few of the identified applications will influence the political decision making process and help in holding governments accountable. However, governance is a complex phenomenon, so is implementing innovative mobile phone applications in its right context. It will take time to find a good, sustainable, scalable match. There are many challenges in regard to good governance, there are also many small solutions ready available -imagination, innovation and courage is the limitation. Do mobile phones empower citizens? Technology does not empower anyone, citizens empower themselves. And with right and better tools, this will become easier. M-governance is about identifying and solving real problems, come with realistic solutions involving the state, market and civil society state in order to improve the way people live. Many, small solutions together will eventually empower the citizens. Applications do not work in isolation, the more services available, the more active end-users and transactions, the better the mobile ecosystem of stakeholders will be. This is a mutually re-enforcing process.
Do mobile phones affect the way citizens interact with each other and with the society as whole? The ever popular and totally unpredicted beeping culture in East Africa is a good example on how mobile telephony has changed the way people communicate. The concept of "anywhere and any time" has made the society more flexible and to some extend, more responsive. Do mobile phones open up for a deepened democracy? Observing cases from East Africa, the general public is usually not responding too well to initiatives. There could be many reasons to this but three reasons stand out; (1) if the solution is offered at a premium or even at a minimum cost it must bring clear, direct value for the end user, (2) if the solution is not marketed and promoted enough no one will use the service, (3) citizens have little trust in government services and do not feel engaged, and do not think that the government will become more transparent, accountable, obedient etc.
